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Examine the relationship between Perception of quality of services
and customer satisfaction (based on updated Gron roz)

Case Study: Iranian Mehr Bank of Ilam city

paper presenter:latif emami

Latif emami' , Maryam Maleki 2

Abstract

In this model, there is a direct correlation between quality of services and quality dimension
of technical and functional. Finally, the model suggests that high quality of services causes to
customer's satisfaction. The main objective of this study was to investigate the relationship
between perception of quality of services and customer's satisfaction based on "Gron roz"
model in the Ilam city Iran Mehr Bank The famous view of quality of service in Europe,
based on the model proposed by Gron roz. This model suggests that the quality of services,
including functional aspects, technical aspects and the image quality is as a filter in perception
of quality of services. In order to answer the fundamental question of whether there is a
relationship between perception of quality of services and customer's satisfaction, or not? Six
hypotheses have been developed. Research methods, is descriptive - survey correlation type.
Spatial domain of research is the Iranian Mehr Bank located in Ilam city and sampling
method, is a type of stratified random sampling. Collection tool of data is Gron roz
questionnaire. Consequently, three main factors- aspects of technical quality, functional
quality and image- are investigated, and It was found that perception of quality of services
mnfluenced on customer's satisfaction(894/0); and Finally suggested that training bank
employees and their familiar with the new techniques of marketing services, using appropriate
equipment and stay away from the administrative rigid Structure is the main causes of high
levels of customer's satisfaction of banking service customers.

Keywords: Quality of Service« Customer Satisfaction< Perception and Quality of
Service« Technical aspects

. PhD student in Marketing Management Islamic Azad University of Kermanshah, Iran
2 . Graduated of Business Administration(M.A), Islamic Azad University of Firoz coh, Iran
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1 - Perceived Judgment

2 - Customer Process Evaluation

3 -Customer Expectation of Service
4 -Service Experience

5 -Technical quality of outcome

6- Corporate image
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